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WARRANTY CLAIM PREPARATION 


SERVICE MANAGEMENT 


1. Dealer Information — Handwrite or use imprinter. 


2. Owner Information — Fill in from data on warranty folder or Owner Identification page 


3. 


of vehicle Warranty and Maintenance Guide. 


Header Information — Enter repair order date in proper numerical sequence: month, 
date and year. Odometer reading must be same as that observed on repair order 
date. Do not record tenths. Year and model must be included for parts sold over the 
counter, because vehicle serial number is not required. 


Description of Failure — Use owner's words, beginning on first line. Refer to Warranty 
Manual, or rear panel of this folder, for list of claims that must be submitted on 
separate claim forms. 


Owner Signature — Have customer sign claim when all troubles have been listed. 
Note repairs or services that are not warranty-eligible. 


. Mechanic Instructions — Write on second or “cause” line of Trouble area. 


7. Vehicle Service File — Check for record of required maintenance. Note if repair 
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involves “shop comeback” and if service part failure. 


. Service Part/Accessories — Fill in this box, if applicable. If part is repeat failure, 


write on last line of Trouble area: “Service Part Failure.” 


Claim Distribution — Remove “hard” copy and forward to Dispatcher or 
Technician. Forward remaining four copies to Parts Department (work-in- 
process file). 


Scheduling/Identification — Record claim number, customer name and brief 
description of repair operation on scheduling sheet. 


Prior Work Authorization — Check to see if required. If so, call the District 
Service Manager for approval. Identify such claims by noting on “hard” copy: 
“Call for approval from AMSC District Service Manager.” If claim is held for 
review by D.S.M., he will complete “Zone Use” box. 


Technician Instructions — Assign Technician to job and write name and 
number on back of “hard” copy. 


Technician's Findings — From Technician's findings on back of “hard” copy, briefly 
describe work that was done on front of “hard” copy for each Trouble Block 
beginning on “Correction” line. 


Labor Operation Number and Time Allowance — Enter applicable Operation Number 
and Time Allowance. Leave two lines blank between troubles — and last line of 
trouble area “B” or “D” to provide space for subtotaling by KAP. Also see Special 
Instructions on facing panel. 


Enter all Operation Numbers and Time Allowances that are directly related to the 
completion of the repair. This information is found in the applicable standard servicing 
operations manual or AMSC/Renault Flat Rate Manual. 


The Labor Operations Number is always “numerical” for major repair operations. If 
the Operation Number is not published, enter N.O.N. which stands for “no operation 
number.” 

The Time Allowance for each major operation and each combination operation is 
given in hours and tenths of hours. The published time must be in effect on the date 
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of the repair order. Specific time allowances are, in many instances, assigned to 
compensate for variations in models, body styles, optional equipment, etc. If “straight 
time” (N.O.N.) is used for an unpublished repair operation, it must reflect the actual 
Clock time spent on the repair. 


When listing Labor Operation Number and Time Allowance, a minimum of two lines 
must be left blank between each Trouble, and one line in Trouble area “B” or “D”, to 
provide space for subtotaling by the dealership accounting person. 


Serialized Box (Renault only) — Check box and record the other required information. 


Cost Code and Condition Code — These also may be called Warranty Reporting 
Code (WRC) or Defect Code respectively. Enter one causal Cost Code and one 
Problem Code for each warranty-eligible failure. See rear facing panel. 


Customer Notification — Upon completion of repairs and information on “hard” 
copy, notify customer that vehicle is ready for pick-up. Forward “hard” copy to 
Parts Department. 
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Parts Information — When technician requests parts, pull four copies from “work-in- 
process” file and position with “hard” copy. Record part number, description, quantity 
and dealer net price in each Trouble Block area. See “Special Instructions” on facing 
panel for additional parts information. 


Parts Return — Place “X” mark in Parts Description Block for each part turned in by 
technician. Place a check mark “ ” in the “R” column for all Returnable Warranty 
Parts. 


NOTE (RENAULT ONLY): 

ALL parts replaced under warranty must be identified and retained for either: 
© 90 days, or 

© until claim is paid by CCD 


Some parts are designated as “Returnable Warranty Parts” (see rear panel for 
current list). These parts must be tagged and shipped to designated PDC, after 
claim is completed by KAP, and Factory copy is returned to Parts Department. 
Add Problem Code to tag and send KAP Bill of Lading for reimbursement of 
shipping charges. 


- Parts Information Review — Make sure “90-day” claim material and “Returnable 


Warranty Parts” are properly tagged. Check to see that all parts information is 
complete, legible and appropriate. Check that appropriate blank lines (step 16) 
exist for subtotaling by KAP. Forward complete claim set to KAP. 


SPECIAL INSTRUCTIONS 
Parts Information 


If a part number is not available, or if the part or material is not supplied by AMSC Parts 
Division, the notation “N-P-N” should be entered in the Part Number column. 


When listing parts, a minimum of two lines must be left blank between the list of parts 
for each trouble and one line at the bottom of the claim, to provide space for 
subtotaling by the KAP. 
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e@ When only one part is used, enter the net price directly in the TOTAL column. If two or 
more of the same part are used, enter the net price of one part in the EACH column 
only. Use the published net price in effect on the date of repairs (R.O. date). 


e Material price allowances are determined from the S.S.O. AMSC/Renault Flat Rate 
Manual, applicable AMSC/Renault Technical Bulletins, or Diagnosis and Repair 
Bulletin. 


e In describing the part, use the NOUN name as it appears on the AMSC/Renault Parts 
Price List. Use a similar description for material, tires and parts not available through 
the AMSC Parts Division. 


KEY ACCOUNTING PERSON 


1. Transfer Information From “Hard” Copy — Transfer all code, time and trouble 
description information from front of “hard” copy to the remaining copies of the 
warranty claim set. 


2. Subtotaling — Place “hard” copy behind claim set and subtotal dealer net price for 
parts and labor amounts. Labor “Amount” is computed by, multiplying time by dealer's 
warranty labor rate in effect on repair order date. If applicable, enter alpha trouble 
identification line for a given trouble to right of the first parts price. 


3. Grand Totaling — Add parts subtotals to obtain NET PARTS figure. Add in PARTS 
ALLOWANCE to obtain TOTAL PARTS figure. Add Labor expense subtotals to obtain 
TOTAL LABOR. Add Total Parts and Total Labor to obtain GRAND TOTAL. 


4. Continued From/On Box — If applicable, enter appropriate claim numbers. 


5. Zone Authorization — If repair requires Zone Authorization, enter Zone Authorization 
Form number and attach form to claim. Be sure the claim is signed by District Service 
Manager. 


6. Group Claims — Separate claims into three groups (1) Claims held for review, 
(2) Claims involving returned claim material, and (3) Claims involving labor 
only, or retained parts. 


7. Dealer Signature — Forward claims set for dealer signature. 


8. Distribute Claim Set — Except for claims awaiting AMSC Zone Review, 
distribute claim set as follows: 


e “Hard” Copy — To Service Department for vehicle service file. 
® Customer Copy — To cashier for customer when vehicle is picked up. 


e Accounting Copy — Post Claim Register and Sales Journal information, then 
file. 


e Factory Copy — Forward to Parts Department. For claims involving “90-day 
retained parts,” they should retain copy until parts are scrapped. For claims 
involving “Returnable Warranty Parts,” the KAP should identify in Claim 
Register with check mark before sending to Parts Department. They will 
enclose with parts when shipped to PDC, and send Bill of Lading to KAP. 


® CCD Copy — Mail to Milwaukee with supporting documents within 48 hours 
of repair order date to assure prompt credit. Claims received after 21 working 
days will not be processed. Only exceptions are those held for Zone review. 


9. Claim Register — Enter appropriate information in Claim Register, and continue 
to keep track of status of each warranty claim until paid, adjusted, corrected, 
returned or denied. 


10. 90-Day Parts — When claim is paid by CCD, notify Parts Department so 90-day 
parts can be scrapped. 


SPECIAL INSTRUCTIONS 
Claim Submission 
All claims, complete with required attachments and unfolded, are to be mailed directly to 


Central Claim Department (CCD) in either the special pre-addressed envelope provided 
or appropriate dealer-supplied envelope. Mail to: 


In U.S.A.: 


American Motors Sales Corporation 
Central Claim Department 

3280 S. Clement Avenue 
Milwaukee, Wisconsin 53201 


In Canada: 


American Motors (Canada) Ltd. 
350 Kennedy Road South 
Brampton, Ontario L6V2M3 


In addition to the CCD copy of the claim, the following attachments, when applicable, 
must be stapled (except as noted) to the reverse side of the CCD copy: 


e Pre-Delivery Inspection Form — RN3913 or SD936. 


e Zone Vehicle Distribution Manager form applicable to a production shortage or 
incorrect specifications (except tires). 


e Customer's receipted repair bill if claim covers a customer reimbursement. 
e When resubmitting an “adjusted” claim, the original copy of the adjusted claim. 


e When resubmitting a fully denied claim, the photo copy of the previously denied claim 
returned by CCD. 


e When resubmitting a code 10” returned claim (claim mutilated, improperly prepared, or 
beyond correction), the original copy of the returned claim. 

© Zone Authorization form (also called an RFC/A). , 

© Copy of invoice covering replacement tires resulting from projected damage. 

® 1,000-mile required-maintenance coupons. 

® Sublet Repair Invoice 


Warranty claims received at Central Claim Department (CCD) for reimbursement of 
warranty-eligible services or repairs that are not accompanied by the required 
attachment(s) will be returned to the dealer. 
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We have just received the In-Dealership Training Release that covers 
warranty claim preparation procedures. Specifically, it identifies the 
information that must be included on an AMC/Jeep or Renault claim in 
_ order tor the claim to be processed. 


efore you attend the training meeting concerning this release, please 
ew sections 5 and 10 of the Warranty Administration Manual. 


Please make note of the time and place of the meeting (below). \f you 
need to refer to this release later, contact the Service Manager. 
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